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County, Miami creating
informational call center
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Miarmi-Dade County and the City of Miami are creating & join
nef-amargancy ialephone inlormation centes for residents

About Mismi Today The call canter is intended 1o provide all residents accass 10

govarnmenl depadmenis through one Three-digit numbbear, 311,
mm,:""“ An interiocal agreament betwesn the county and tha city was

— complalad in July 2004, said Don Riedal, direciar of the Office of

Contact Miami Miami Citistat, a tracking system thai supenises progress in city
Today deparmenis. The agreement calls for the city o give up its

dedicated use of the 311 number while the county becomas
i —— rasponsible for the call center's operational and maintenance
Research Our Files cogle.

A test of the databass and operators was inltlabed Mov. 29, and
Vw Sullioes drsbibon the county addad the ciy's senice requests and inlomational
Order Reprints toplca fo thelr buainess operations May 8, aald Backy Glower,
manager for the 311 centar.

The infe cenfer, free to callens, is aparational but will not ba
marketad uniil Seplambes. Thraugh Jure 30, the call canter, with
B4 aparalorns, was recaiving about 3,400 calls daily,

Estimated coel fo The county for the firel year of the call canter
is 53 .3 million, said Loreila Cronk, assstan] information officar.

"I's & win-win situalion for residents,” said Mr. Risdal. “Insiead
of eraaling iwo call cenbers, by menging b:ﬂﬂl‘rnr. it's much morm
afficianl, and il =aves monay 1o laspayers.”

fis. Glover saicd 2% of calls recsived ang infemalional
incguiras - inciuding infermation on marriage icenses and
passpors. The remaining 8% are requests for senices, she said -
inzluding those imvolving code-enforcement issues such as
abandonad vehicles, llegal signs, illegal dumping. public works
issues such as flaoding or drain problems and potholes and solid-
wiasle [ssuss such ae missad garbage

The center aseiata callers In three main weya, eald Mr. Riedal -
through an alectronic work requeat, a phone transter or referral to
a Web glie or an immediate anawer from the operator.

In an electronic work request, a request for service is completed
and the caller (g ghven a racking number, The electronis request
is sant to the oommesponding depanment, which i expaciad fo
attend 1 the prablam

"Calls today afe recalwed thiough the (305) 488-5000 line thal
has been aslablished snce 1998 for counly infomalion senvices -
tha Miami-Dade Answer Canlar,” said Ms. Glovar, "Il is he sames
numbar thal is Used during countywide aclivalions such as
hurricanas, loods and sther regional evenis.”

The 311 center is oparational 8 am -8 pm. weekdays and
assistance is offered in English, Spanish, and Haitian Creole.

Tha 311 system s used by several cities around the country
such as Balimore, Chicago, Houston, Austing Detroil and Mew

Yok, Ma, Glover said Miam|-Dade and Miami represeniatives
visitad hoss citias 1o absarva thair epsralions.

Accarding 1o tha Mew Yaork Dagarimeant of Informalicn
Technology & Telscommunicalion, the city's 311 canter receives
aboul 1 million calls a month.

"W looked al the basl of the bast,” Ms. Glover said - "whal
each city was doing, and we modeled the best practices after
each one of those centers.”



